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A Study on the Effect of Coffee Shop Service Quality on Perceived
Value and Behavioral Intention
- Focusing on Busan-Area College Students -

Jong-Ho Lee'
Dept. of Food Service Management, Kyungsung University.

Abstract

This study used SPSSS 18.0 on 237 university students in Busan for frequency, factorial and reliability,
correlation, and regression analyses to determine the effect relationship of coffee shop service quality on
perceived value and behavioral intention. Multiple regression analysis for hypothesis testing showed that
among the four service quality factors, confidence in employees and primary coffee quality had a
non-significant effect on esthetic value, while menu characteristics besides coffee (3=.293, p<.001) and
physical environment (=.293, p<.001) were analyzed to be significant, partially supporting the study
hypothesis. Regarding the effect of service quality on practical value, confidence in employees (B=.264
p<.001), primary coffee quality (8 =.463, p<.001), menu characteristics besides coffee (3=.139, p<.05) and
physical environment (8=.110, p<.05) were all significantly analyzed, supporting the study hypothesis.
Regarding the effect of service quality on behavioral intention, confidence in employees (3=.262 p<.001),
primary coffee quality (B =411, p<.001), menu characteristics besides coffee (3=.157, p<.01) and physical
environment (B=.137, p<.05) were all significantly analyzed, supporting the study hypothesis. In addition,
regarding the effect of perceived value on behavioral intention, esthetic value (B =.265, p<.001) and practical
value (B =536, p<.001) were both significantly analyzed, showing a causal relationship with behavioral
intention.
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{Table 1> General characteristics of the subject Ne237
Characteristics Frequence (N) Percentage(%)
Gender Male 72 30.4
Female 165 69.6
Age <20 60 253
21-22 76 32.1
23-24 65 274
25< 36 15.2
Grade Freshman 62 26.2
Sophomore 57 24.1
Junior 52 21.9
Senior 66 27.8
Frequency <3 82 34.6
(per month) 4-7 72 30.4
8-11 45 19.0
12< 38 16.0
Monthly pocket money <20 44 18.6
(¥10,000) 21-30 104 439
31-40 54 22.8
41< 35 14.8
Preferred coffee shop Star bucks 32 13.5
Caffe' Bene 13 5.5
Angel-in-us 62 26.2
Tom N Toms 26 11.0
EDIYA 45 19.0
A Twosome Place 22 9.3
Pascucci 13 5.5
Others 24 10.1
on w2 A o] 83 o] fE FEH & WYL 153 2.007, Cronbach's a #e
AEC] M2 HFHAoZ EAH o] Tt 7718 YERSIT 8914+ i) M-S 584
Qo1 TAE WE Wil olel 327 29SS Soleln 99We ¥ suom, nage
7184 Fo) AFEA) ol galer] Qo T 1651, Cronbachs a #7945 VERILT, % 4
AAE WAE e ARl 7] Wil W2 65.288%E UERHRUTE Kim GI-Byun
(Yoon SM 5 2009). SHHFE SHE AHAE  GI2010) AFAEH A¥]~ FHE AH|~ A
A AE s FL tigh §AA eQlEAe] Adt g, M| AlE, AfH| 2~ B0 R eQlYS WY
19719] &3 5 Ao SRttt W& 3848 e, & A= Park KH Yoon JH(2006)°]
I A ge ehfo] Al = 18709] W7 CoffeeSERVH &= 7delA] wHreh a9 Z
e eQlew EERAY. a1 7l Mg najel s
2 FAke) Azigoletn 2R WY o
] 31-f-%k2 5.728, Cronbach's a #42 .892F U} 2) NZ= X
ERioith eRl2eE 47e] Wgr 799 14 S g B elEA Bl AR =R
Edolgta 8R1H-S wWwalglon, ufae A A= <Table 3>¢ At ATHEHL] A
2296, Cronbach's a #t2 8295 Uehfigled, & 3714e Adsity gl WEs AlAs L 7719
L 4l WrE Avjoldle] i 2We WA} )9 edlom PAEgion, saye
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<Table 2> Reliability and factor analyses of coffee shop service quality

. Factors  Eigen %  Cronbac
Factors Measurement items . . \
loading value  Variance h's a
Employees act sincerely to customers. .848 5.728 24.014 .892
Employees do their best to make customers feel comfortable. 796
. Employees try to meet their customer demands. 778
Confidence in
employees Employees work hard. 761
Employees try to elicit customer confidence. 759
Employees sincerely answer the questions from customers. J11
Employees wear neat and appropriate attire. .624
The strength of coffee is at the proper level. 872 2.296 15.189 .829
Primary coffee The bitterness of coffee is at the proper level. .846
quality The coffee suits customer tastes. .820
The coffee is aromatic. .583
Various drinks are .avallable (hot chocolate, green tea latte, 789 2007 13.709 771
green tea, etc.) besides coffee.
Menq . Various menu items are available(cake, sandwich, etc.) besides
characteristic e 767
besides coffee oo
There are many coffee varieties. 753
There is a side menu representing the coffee shop. .649
Physical The space between the tables is enough. .900 1.651 12.375 194
nysica The chair space around the table is enough. .869
environment .
The chairs are comfortable. .676
KMO Kaiser-Meyer-Olkin .820
Bartlett Chi-square 2044.058
Sig .000
Total
cumulative(%) 65.288
AR 7ix| ek A4 7R aQWE el FEE sl adldl 23 i AE Fom
3, IfFk(eigenvalue) s 7IE R A gt 1H & 2§ d=ul(RIvAE 2010), 4 u]zg7}‘]94 a
o 2 AES el R FEE0Ith fr & W frEkE 2.742, Cronbach's a #& 781, A-82714]
F dhol] GAR AR ok 1o]gtam S w9 I1-FFk 1.555, Cronbach's a ak% 6852 FA 5]

<Table 3> Reliability and factor analyses of perceived value

. Factors  Eigen % Cronbac
Factors Measurement items . .
loading value Variance h's a
Esthetic value The atmosphere of the coffee shop is appealing. 835 2742 39.177 781
The interior design of the coffee shop is uplifting. 779
The arrangement and exterior of the coffee shop is cozy. 756
The music at the coffee shop is pleasant. 122
Practical value The coffee quantity at this coffee shop is satisfactory. 779 1.555  22.207 .685
The coffee sold at this coffee shop tastes good. 778
The coffee at this coffee shop is convenient to use. 775
KMO Kaiser-Meyer-Olkin 759
Bartlett Chi-square 402.690
Sig .000
Total 61385

cumulative(%)
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{Table 4> Reliability and factor analyses of behavioral intention

. Factors  Eigen % Cronbach'
Factors Measurement items loading  value Variance s a
Behavioral I will continue visiting the coffee shop. .885 3.222 64.430 .848
intention I will recommend the coffee shop to others. .857
I will visit the coffee shop again if possible. .838
I will suggest that others visit the coffee shop. .824
I will visit the coffee shop even if there is a price increase. .609
KMO Kaiser-Meyer-Olkin 785
Bartlett Chi-square 612.327
Sig .000
Total 64.430

cumulative(%o)

Qom, T AHELS 61.385%% EAEA

3) =0l
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{Table 5> Conmrelation analysis
. Confidence in Primary Menu. . Physical Esthetic Practical ~ Behavioral
Measurement items coffee characteristic . . .
employees . . environment  value value intention
quality besides coffee

Confidence in ]

employees
Pri Jit: o

rimary .co ee 178 ]

quality
Menu characteristic . -
349 221 1
besides coffee
Physical - P
. .199 161 305 1

environment
Esthetic value 186 203" 380 390" 1
Practical value 375" 524" 283 225" 2427 1

Behavioral - - . .

349 446 224 233 332 .550 1

intention

#p<0.05, **p<0.01

|7 (5-.068), AT 2] EUH B4 (8=070)C=
BAF SR frolstAl EA =R skt ATo] 9
o WFEA(B=293, p<00)I} =% AL
=293, p<.001) {freJatAl A ACE mebA
AT Au| 2 FAL A0A 7R K
AR A7} EAE 7] vl
7MF<4 A Aulz=Fde] AnA 74 vX=
n At PSR AQgEdnh o9
2 Ads AFAEE Mul»s FE 5 ]
2|3t Aue] 294 5
7e w710 Qe A e A

A4
A9 & A

e Ao

L

I
o

lo
N

!
(2L o

¥0,

2) HIM=ZH
OXl= St

MHIAZZ0| &8 I

(]

1= frﬂ 284 7M°ﬂ li—t— 03?‘%}—% Tfe}
SIth £ A7 S RFo A

i, 3|4 BAH SR (F=26. 808, p=000)-+-2]
Al BRI 2 SsyueEE AvEd A
] Au|=FA 0] 3he] aRIl T A

© (2264 p<001), A19)e] E-AA S L (8

:-463, p<.001), AFe]eo] w75 (L=139
p<.05)¥ &4 FH(B=110, p<.05) BF %

s BAHATk meb ARE Aus

{Table 6> Effect of coffee shop service quality on esthetic value

Dependent Independent variable Standardized Sampling tvalue Collinearity statistics
variable coefficients(13) error Tolerance VIF
Confidence in employees .068 .059 1.154 1.000 1.000
Primary coffee quality .070 .059 1.194 1.000 1.000
Esthetic valie o characteristic 293 059 4.979™ 1,000 1.000
besides coffee
Physical environment 320 059 5447 1.000 1.000

R*=0.198, Adjusted R*=0.184,

F=14.305, p=.000

#5p<0.001
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{Table 7> Effect of coffee shop service quality on practical value

Dependent . Standardized Samplin, Collinearity statistics
V:riable Independent variable coefticients([3) erfor ¢ tvalue Tolerance = VIF
Confidence in employees 264 054 4870 1.000 1.000
Practica] | PTimary coffee quality 463 054 8.536*:* 1.000 1.000
Menu characteristic besides coffee 139 .054 2.553 1.000 1.000
value gy osical environment 110 054 2.031° 1.000 1.000
R’=0316, Adjusted R*=0.304, F=26.808, p=.000

#p<0.05, ***p<0.001
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{Table 8> Effect of coffee shop service quality on behavioral intention

Dependent . Standardized Samplin Collinearity statistics
vfriable Independent variable coefficients(3) erfor g t-value Tolerance 2l VIF
Confidence in employees 262 056 47107 1.000 1.000
Primary coffee quality Al1 056 7382 1.000 1.000
]?Tehaw.oral Menu . characteristic 157 056 2814 1,000 1,000
intention besides coffee
Physical environment 137 .056 2459 1.000 1.000

R*=0.281, Adjusted R*=0.269,

F=22.662, p=.000

#p<0.05, **p<0.01, ***p<0.001
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{Table 9> Effect of coffee shop of perceived value on behavioral intention

Dependent . Standardized Sampling Collinearity statistics
variable Independent variable coefficients(3) error t-value Tolerance VIF
Behavioral Esthetic value 265 052 5051 1.000 1.000
enaviora Practical value 536 052 10.234™ 1.000 1.000
intention 2 . 5
R?=0358 Adjusted R?=0.352, F=65.122, p=.000
#4kp<0,001
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